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As typical service industry, the hospitality industry in our country develops 
rapidly in recent years. With more and more hotels, the competiton between them is 
becoming much fierce. The customers also ask for more highly service quality. 
However, service failure is inevitable, effective service recovery can win customer 
satisfaction back again. With in-depth research on service recovery by academia, 
internal service recovery as an important part of service recovery is concerned as a 
new research area. 
Although scholars have done a great deal of research in Service Recovery area, 
the research of Internal Service Recovery stays on the level of definition, intension, 
and theoretically qualitative research. Empirical studies on internal service recovery 
are seldom. In this context, based on literature review, this paper puts forward and 
analyzes the connotation of the concept of Internal Service recovery.Through the 
exploratory factor analysis and confirmatory factor analysis, the author concludes that 
internal service recovery is constituted by internal service capability recovery 
dimension (including training, reward, empowerment, feedback) and psychological 
recovery dimension (including the superior support, the colleague support and team 
supports). 
Through further theoretical analysis, the author concludes the theoretical model 
of relationship between Internal Service Recovery and employee satisfaction and use 
high star-rated hotel staff in Xiamen as samples for empirical research. After 
pre-investigation and formal investigation, using descriptive statistics analysis, 
exploratory factor analysis, confirmatory factor analysis, variance analysis, 
independent sample t-test, correlation analysis and regression analysis methods to test 
the hypotheses, the author gains the conclusions about correlation and influence of 
internal service recovery and hotel staff satisfaction. 
According to the research, it is found that Internal Service Recovery has 
significant positive impact on employee satisfaction. Meanwhile, the dimensions and 














In addition, we also found that different departments and different income levels 
would affect employees’ perception of Internal Service Recovery. At the end, this 
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